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1. Puroose. Teo announce the availabilitv of two video
rassetke training films and materials For UI debt eollectich
by teievhone.

2, Reference. Resource Bandbogk On Overpayment Recovery:
HendbooKk For Interstate Overpayment Recavery

3. Background. Collecticn of deot in the UI pregram from
beth clazimants and employers is a growina problem. For the
measurement period ending March 31, 1986, tax delinguencies
and outstanding benefits overpayments fer all State
Employment Sacuritv Agencies (SESAs) totalled approx imately
1.9 killiom dnllars. Efforks to collect these debis have
been Limited in effectiveness. The dollar amount of
aceounts receiveble has contipued o incroase ovetr the
years. Avallable infarmation indicates that debtars Lo the
Unemployment Insdrance svstem often gwe RONSY to athers who
rely an professicnal assistance far collection. As a
result, dGebt collecticom has becoms a highly competitive
field.

mha Internet Crossmatch Svstem DEs increzzed our capabilitv
ta detegt improper pavments and to locatke individuals with
cutstandine overpavments. Iowewer, if SESAz are Lo be
surpessful in colliecting these debrts, it iz imperative that
innovative and cost effective procedures Le tested and
implemented,

Use cf the zelephane for debt coliection has besn fcund to
be one of the most cost esfective methods, It i3
cmocmmended that SESAs use kpe telephone as part of the
reselar collectian program sftet reqular collection notices
nave been igncred, The most important part af any
aollection effort is bimelwy follaow-upb and the telaphone 13
ideal for this activity, : _—
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ETA/Unemployment Insurznce Service, in conjunction with the
Washington Emplovment Security Division, enlisted the
assistance of a professional debt collector to aid in the
preduction of two l-hour videotapes on telephone debt
callection. OCne tape addresses telephone technigues for
collection of claimant benefik overpayments; the other covers
telephone technigues for the collection of delinguent emplover
taxes.

These tapps cnuld serve as a centerpisce for an overall
training program cno collectlion technigues, Thev can be
tailar=d by the 5ESAs to conform with State law and policy and
te Fit the style of the individual collector.

|
Thesae tapes are available without charae te interested SESA=s
in either 3/4 or 1/2 inch ¥Y.H.5. &n effective use of these
tapes would be to incorporate them into a day of training on
collection technicues. -

A copv of the agenda for a one-dav session coverina 8
Overpayment Recovery Technigues, from Pennsvlvania; and, a
booklet "The art and Science of Debt Collection, Working with
the I Claimant® to be used by each traines, s attached.
States requesting tapes will also be sent sample training
handouts.

4, Action Required. States interested in obtaining a copv of
the tapes snould send reguest directly Lfo:

U.5. bepartment of Labor
Pnemplovment Insurance Satvice
Attn: TEUMI Roam 7430

601 I Street H.W.

Washington, D.C. 240213

The recuest should specifv tvpe of tape(s) {BPC, Tax or bhoth]
and size of tape (374 inch or 1/2 inch}.

5. Incuiries- Cuestions should be addressed ko the
approprlate Regional Office.

6. Attachments.

A. Agenda for trainine session
BE. The Art and Science of Deht Collection
Workino with the I Claimant



Attachment A to ULPL 60=86
COMMONWEALLTH OF PEMNSYLVANIA
BUREAI OF UNEMPLOYMEINT COMPENSATTOW

AGENDA
UI OVEREAYMENT RECOVERY TECHHIQUES
9:00 opening Remarks and Intreductions
9:15 Benpe of overpaymenta, Policy Concarns and Ganeral
Responsikilities
5:30 Video Presentations: OVERPAYMENT RECOVERY TECHNIQUES

. DParscnal Interview

B. Telephonas Interview

¢. Agresment of Peatitution
0. Legal Acticn

9:45 Discussicn of Recovary Techniques -
Loz 45 Break
10:30 viden Presentation: THE ART AND SCIENCE OF DERT

COLLECTION - WORHING WITH THE CLAIMANT
A, Discussion of Personality Types
B. Devalopment of Standards of Conduct
r. Summary of Initlal Statements
D. Claimant Responses

1. Comman Excuses

2. Typical cCemplaints

12:00 Lunch

1:00 video Presentaticn {(Continued)

. oOverview of the Rebuttal PFhace
1. How to Use Suktractlen Questions
2. Daveloping Fayment Propo=als

¥. Sample Phone Call with Geanerzl Responses

G. Control of Incoming Calla
1. Expressing the Situation
2. Stating your Proposal
i. Glwing Reasona for the Proposal
4. BStating all Intended Acticns

H. Developing Enthusiasm

2:30 3dding New Methods to the First Video Preseantation
3:00 Break

3:15 fuestion and Answer Period

3:48 Cleosing Remarks

4:00 Adjourn
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THE ART AMD SCIENCE OF DEET COLLECTION
WORKING WITH THE UI CLAIMANT

EREFACE

This program has been desigmed to help you to become a giilled
cellector. Through this program, you will ke able to set your
own personal stapndards for collections, learn susressiul
collaction technicuea, and devalop metheds for controlling
incoming phonea calls.
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THE ART AMD SCTENCE OF DEBT COLTECTION
WORKING WITH TEE UL CLATMANT

INTRODUCTION

The State's Employment Sacurity Agency was created to help
pecple by providing unemployment compensation benefits to
unemployed individuals promptly when due. A good collectar
knows that tha c¢ollection of improper payments 1s necessary to
affective and =fficiant administration <f the UL program.
Collection of improper payments assist ip maintaining sound
financizl operatiaona to provide benefits to apprapriate
individunals.

A succes=ful collector helps both the agency and ovarpaid -
individuals. As a collector, you will ke raguired to develcp
unigua skills. Far exampla, you must he a communicator, &
detective and a mediator every time you pick up the telephone.
The jeb is not mastered in one day. It regquires constant
training and improvement, as well as the upgrading af all
people-oriented skills, & good collector finds a challenge
which 13 unavailahle in any cother jok. It is tha challenge of
dealing with pecple and resolving their rspayment problems in a
way that is satisfactory to them and o the agency.

Instructional okjectives of training package:

1. Using the standards presented in the video tape as a gulda,
vou will be able to write your own standarcs for collacting
gverpayments by telephone. :

2. Using the three phagas of a talephone cgllaction call, you
will be able te conduect the collectieon rcall in the follawing
giftuations:

a. the debtor agrees to make payment in full =nd

. the debtor gives "excuses"™ why ﬁéyment in full wannot
ba made.

1. Given an incoming phone call from an overpaid ¢laimant, you
will be able to efficiently centrol the conversation and reach
a financlal agreemant with the caller.

4. ¥ou will he able to modify the metheds presented for
telephone cellections and use them in perscnal interviews.
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I. QUALITIES OF A SUCCESSFUL coLLECTSR AMD YOUR PERSONATITY

Tha key to success as a collector is to utilize and continue to
develop your own personal strong points. Ne two collectors
will handle an overpayment in the szme way. You wlll find the
style that best suits you.

A =uccessful collactor has a positive attitude ~ Before ever
contacting an overpaid individual, a goed cellector helieves it
iz possible to collect the coverpayment.

Mozt overpald people want to repay if they are able to do so.
fontidence is conveyed by approaching each ocverpald person with
the idea that the collector can cantrol the repayment, The
individual will realize that the collector knowsa the case well
and can be trusted to bring it to a fair resolution.

4 suceessful collector belleves in the importance of the job -
The positlve attitudes expressed by skilled callectors are
directly related to a belief in the lmportance of collecting

oversayments. The racavery <f ovarpaymants is a vital funct:ion
which enablea your office to cperate efficlently.

A successful collector anticipates the uwnexvected - This
abliity to "thlnk on your feet" is very important To collectars
who always seem Lo encounter haw sxcuses for postponineg
repavment. & successful collector is part paychologist and
part investigator. A ccllector listens to the overpaid
individual's reasons for not paying, decilphers the nessageas
contained in the replies and responds in a way that brings the
conversation back to the coverpayment and the collection effort,

A suceessful enllector understands all ramifications of a casa
- This understanding 13 obtainad by dolng Phamework" on each
¢ase. By knowlng the owverall pictura, a collector can react in
a way whilch best benefits the overpaid individual.

A collector should first detarmine that an overpayment is
collectable before ever attempting to use any collectien
technigues., An overpayment is ceollactable only when waiver and
appeal rights have been fully explained to the ovarpaid person.

A good collectar is smart., "Smart" 1 the sense of fealing
monfident about the job and how it can ba kest accomplished.
ngmart" in that each case is fully understocod hefore ever
picking up the telephene. MSmaxt®” in that a geod collector
knows and believes that each individual's dignity and
self-respact must ha pressrved.
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SELF-TEST #1
Follow the instructions for each item by indicating your responses
in the space provided.
A. Discuss three gualities of a successful collector:

1.

E. How do the gqualities in Item #1 relate to your personal strong
polints?

Cc. Which of your personal gualitiss do von feel will help vou most
as a collector?

(The answers are found in tha matertal you have just read.)

-3
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TI. STANDARDS OF CONDUCT

As an emzploye who collects overpayments, You handlea a vital job,
bringing in dsllars which help keep the UC aystenm running
smacthly. You also help overpaid persons to relleve themsalves
of an overpayment and enable them te apply for future benefits
with a "clean slate”.

A good collectcr brings in the most money while adhering %o legal
and moral principles., The standards of conduact discussed in the
video tape include: ;

1. {Dezcribe)

List soma of your perscnal standards:

NOTE: Renmember that you must determine that an cverpayment 1s
collectahle bafora you can put any collecticn technigues inte use.

an overpayment is cansidered cellectable when Waiver and appeal
rights have been explalned through a written notice and, if
necesaary, orally.

IIT. COLIECTION CALL

Once you are familiar with the hasic standards of conduet for a
good callecter, you are ready teo pick up the phone and start
collacting mohey.
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A collectian eall is diwvided into three phases:
1. =tatement
2. Rasponsa
3. ERebuttal

A. Statepent Phase

The statement phase is what you say to the overpaid
individual. W%While preserving human dignity (yours and the
averpaid perscn's), your goal is always PAYMENT IN FULL TODAY.
Explain each of the following in the Statement Phase:

1. Identify the overpaid perscn -

2. Idantify yourself

3. Craste urgency = ask for payment in full today

&, Sal?é the problem

5. Fellow-up on tine

You will probably modify sach of thase steps, somewhat, to £it
your own collection "styla" and will use what works best for yod.

SUMMARY OF STATEMENT PHASE:

o TIdentify the overpaid perscn. ¥Youi should give the
individual's full nama and address, if posstble.
Example: "Hello, is thils Fred L. Smith who lives at 111
Willow Boadi?"

If the individual indicates that you are speaking te the right
perscn, you have completed this step.

o Identify vourself. Give your name and state that you aze
from the State Unemployment Compansation Agency.

Naver deal with an overpaid perscn on a first name baslis.
Remembar that you are working to reselve a husiness matter.

o Ask for payment in full teday. reate a sense af
urgency. Canvey tne idea that nothing less than full

-
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payment will auffice. Exampla: "Mr, Jones, you agreed to
repay tha $200 overpayment which you recaeived. I axpact
you to put yvour check in the mail teday.™

I# the individual indiecates that he can't pay in full today,
solva the problem by acsking, "How much are you SHEORT?" Be
persistent.

o Follow-up. Specify exactly how much money should be sent
and when the payment ls expected.

B. Hespeonse FPhase

This phase of the <ollecticn talephone call inwvalves tha
overpald individual's respeonse te your call. You are vrohably
familiar with many excuses, such as those which follow:

o I'm golng through a divorce.

a I'm anamployad.

o I'm sick or I just got out of the hospitai. - I have toa
many bhills. '

T can't aven feed my family*' on my incama. - 1 have Too
many medical bkills,

I've already spent that money (tha overpaid awount).

My expenses keep golng up and you stoppad my check.
Death in the family or died last night.

I'm entitled to henefits, I've pald in for Yyears.

The overpayment was net my fault.

If I wasn't antitled te the checks, you shouldn't have
sent them to me.

The overpaid person has mental problems.

I filed for bankouptcy.

The smployer lied.

T dropped out of aghool and den't have a jek.

I'm still in scheel and have ne income.

Erplayment Security has made a mistake.

4]
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030000

AdA any other Ereguantly recurring excuses:

Famillarizing yourself with these commen excuses will enable you
to effectively resclve the probklam in the third phase of the
collection call, the Rebuttal Fhasa.

._.5._
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¢. Hebuttal Phasea

The Rebuttal Phase is what you say to an ovarpaid persan
after hearing his or her excuses, Your goal is to circumvent the
individual's response and collect maximum dellars in minlmum tinme.

¥Your rebuttal shﬂuld he in the form of:

- Suktracticn Questicns, and
= Payment Proposal=s.

A subtraction gquestian can never be answersd simply with "yes" or
*no". Any answers which you receive should pravide valuakle data.

-

Subtraction questions start with: .

- Who = When
= What - Why
- Where - How

Using the excuse indicated by the instructor, develep four [4)
subtraction guestlons which c¢ould be askad.

l'

2.

3.

4[

By llastening carefully to the individual's answers, you will be
zhle to develnp a payment propasal.

getting a payment plan that is satisfactory to beth of you may
requirs some negotlating. However, remember that, although you
want to recover as much money as qulckly as possikle, you are
working with the individual to set up a workahle plan. If you
set moathly payments at teo high a lavel, you may receive nothing
and will fail to solve the praoblem.

HOTE: Many of the excuses with rebuttal remarks are listed in
Lppendix IT.

IVv. TALK-OFF
34 Talk-0ff is something you say to talk the claimant off of what

he wants to talk about, and back on to what you wans o talk
about, which is payment of the balance.
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Example: -
Claimant - "I Jjust got out of the hespital.”

Collector - "I'm scrry you aren't feeling well Mr. Smith, and
I do hope you get better, kut our job now is to work ocut
payment of your balance.™

The ohjective is to cantrol the conversaticn and keep if simple
and shert. You want to aveld "psn mals on the telephone" and
stay on the sukjsct which is payment of the balance.

Select two excuses from you list and write a aimple talk-off for
sach. -

1.

Iisted helow are some general phrases which can ke used
frequently for responding to an overpaid individual’s complaints
or objections akout your ccollection efforts.

We may be able to work out an acgeptable monthly instaliment
agreensnt. You must understand, 1'll nesd ceomplete and
straight forward answers concertiing your financial

situa*ion. We will determine the amcunt of your monthly
payment kased an this information. If this is not dane
properly, the pecple who okay these ragquasts won't approve it.

I want to work with you so your meonthly payments wen't cause
vou undue financial hardship.

I'm here to help you. If you'ra short of funda, we'll work
somathing out, but you must work with me. How much are ycu
shert?

We'lre pasf arguing the merits of hew or why the overpayment
cecurred. We need to work together to get this pald <ff en
time.
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Thi=s iz a legal cbligation owed by you to tha government.

We must see that all tax menies are spent correctly. It has
already been determined that these benefits were not spent
correctly and that you are liable for repayments.

our pollcy is te help you as much as we ¢an, but you Rust
understand that money owed to the government belongs ta all
citizens and must be returned.

List any additicnal phraszes which you believe would be usaful in
resolving the matter: '

Fa

CONTROLLING INCOMING CALLS

Incaming calls must be handled scpawhat differently than outgoing
callg. TIn thiz case, you will probably be unprepared and tha
call may be an interruption.

This procedure should be follawed %o effectively handle an
incoming call:

1.

2'

Listan and take notes. This will allow you time to mentally
raview the facts and the circumstances of the averpaymant.

Express the caller's poaition. The individual will feel
reasstured when you repeat what he or she has told you.
Pigyyback on the Vyes".

Express your posltion. Tell the overpald person where you
atand using SFRA as described helow:

gitnaticn - The problem as you sae it.
Proposal -~ State your proposal.

Reason - Explain why it is advantageous from the caller's
point of view te tollow your proposal.-

Action - An explanation of exactly what you will de and whaz
the caller will do as scon as tha call is avar.

- -
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4. Write the commitments. Immediately write down the caller’s
commitments and your own, as agreed upon.

5. Follow=up on your written commitments, The call is not over
when you hang up, but rather when the problem is =olved. For
exampla, if the payments do not arrive as prosised, call the
evarpaid individual. Obktaining a verbal agreement may not
mean the problem is seolved.

Write down a commen complaint which you might receive with an
inconing call. Then, axpress your position uFing SPRA:

VvI. CONCLUSION

Succegaful collsctors bring enthusiasm to their jobs. Thay
understand tha importance of thelr jobs and continually werk
towards self-ipprovement.

Tha HARBECIsH of enthusiazsm are as follows:

a Actiom L2 you use the technigues presented
in thils program, vou will develop
your own spaclal technigues for
actlion that wark best for you.

o Eeclief Az the technicues begin fa work,
you believe ycu gan collect meore
dollars.

a Conviction When you balieve in your collection

technicques, you become convinced
they will waork. oOthers will
approach you to find cut where your
succass comes from. '

o Dadication S ¥ou hacome dedlicated to baing the

bast.
a  Enthusziasm This process leads to enthusiasm.

You have set up your own program of
zalf-development. AS you succeed
and others within your influence
succead, you become enthusiastilc,

—10-
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SELF TEST #2
Follow the instructions for each item by indleating your
responses in the spaca provided.
A. Explain the three phases of a collection call:

1.

B. Define Ysubtraction guastions".

c. What are the four steps which make up the "SFRA" procedure?

ll

Yote: The correct anawers ars found in Segment= ITII, IV, and ¥.

wlle=
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APUENDIX I - RERDY REFERENCE TAELE

This appendix lists some of the sitwations that you will
encountar as a collactor, giving a general cutline of the
appropriate facts and ruastions that should be part of your
dialog., This infermation may be usad in a £lip chart format,
allowing you to guickly find the data that should he cbtained
cach time you communicate with an overpaid individual.

FIRST TELEPHONE DEMAND

Statement Phasa

p Identify overpaid indfividual (full name and addresss.

o Identify yourself (name and affiliation with State .
Employmant Securlty Agency).

o bemand payment in full today (create wurgancy;.

Respanse Phase

o Liaten to excuses

REehuttal Phasa

o Ask subtraction dqueations to obtain informatian (who,
what, whare, when, why, now).
o Make a firm payment proposal.

Follow-up

o Repeat instructions. Have individual read back your
address and tha terme af the agreament.

THCOMING CATL

o Idaten and take notas (interrupt kindly;'if necessary) .
o Express the ¢aller's position (repeat the individuzal's

story) .
o Express your position:

- gituatien - Freom your point of view.

- Proposal = Your proposal.

= Reason - Why your proposal should be followad
(fram tha caller's point of view).

- Action = FExplain exactly what you will Qo and

what tha caller will de when you hang up.

o Follow-up = make sure individual fulfills commitment.

~12-
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PARTIAL PAYMENTS

a .

BRCKEN

If you are convinced that payment in full iz ilmpossihkle,
resort to taking partial payments. -

Do hot set payments so¢ high that the overpaid person
cannot keep the arrangemsni.

Clearly inform the individual of the exact arrancenant:

- amount due each month.

- date due each month. '

- addrass where the payment shauld ba sent.

Review the folder each menth to make sure the payments
arriva on time.

FEOMISE

Varify all the informatlon the individual criginally gave
¥ou.
¥hy didn't the individual let you know he couldn't pay?

Ask for payment of past due amount today.

Befora accepting another promizs, inform the overpaid
person of the conssgquances of not repaying the debt {(e.g.,
withholding of future henefits, referral to Legal Divisian
and the additional interest charges).

OVERTAID INDIVIDUAL EVADES COLLECTTON EFFORT

2

call third parties to determine when the overpaid person
oan be reached. Yo @ust be persistent if the individual
is nevear home, Good collection times are around dinner
time and during holidays.

Establish with wham you ara speaking.

Ask gquestions to determine when you can raach the gverpaid
indiwvidual.

Pavelep all possibla information about the individual:

Job and telephone numbey

Type of work

When individual will ba home

Who would know the individual's whereabouts

-13=
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o Do not divilge overpayment information to 2 third party.
gay it is regarding an "Unenployment Compensaticn Matter."

o Strasa urgency of call and lgawve a message for the
individual to call you.

—-14=
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APPENDIX II - LIST OF COMMON EXCUSES

This appendix lists many common excusas that you will hear as a
collectar. Aalso, included are a faw of the subtraction cuestions
which can be used In your rshuttal. '

T AM UNEMPLOYED

When did you lazt werk?

Whara did vou work? What department? How lang?

Where doas yolur spousa work?

whe supports your family?

Which other family members are werking? -
Which of your friends or relatives ceould help you pay back
this overpayment?

I'M SICK

What type of lnsurance de you have? Medical? Disability?
How much ls coveared?

What's the nature of your illness?
How long have you been sick?
Where are you working?

How are you paying your medical bills? Whe could help you
repay the amount you owe us?

When did you last work? When will you be able to return?
TOD MANY BILLS

what is tha total of your manthly bills?

Ta whom do you cwe the money? (Bills may be unusually high
for one month only, such as when paying off heliday

glfts. If the individual has high medical hills, get
specifics: hospital name, doctor nane, amounts owed,
length of 1llness, atc.} :
How many pecople ara you supporting on your lncome?

Whers are you employed?

which of your friends or relatives could halp you rapay
this cverpayment?

How miich are you shori?

=-1E=
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I ¢aN'T EVEN FEED MY FAMILY ON MY INCOME

what is your menthly income? What sourcesT When are you
paid?

How puch ara you short?

What are your monthly expenses?
To whom do you owa money?

How many pecple are you supporting? i

Tc anyone elze helping to support your Ffamily? How jmuch
is that person contributing each month?

T\VE ALREADY SDENT THAT MONEY (THE OVERPAYMENT)

When did you spend it?

What did you spend it on? Can the item be returned ox
resald?

How much are your shart?
What iz your total monthly income? Expenses?

Where do you work? Whan are your paid?

MY EXPENSES KEEP GQING UP AND YOU STOPPED MY CHECK

when was your last payment? (verify case infarmation}
Why are your expenses increasing? {ganeral inflatien, or
some specific reasan, such as a major purchase, madical
billa, ets.)

What do your expensas total? Who do you oWe money to?

What are your %total menthly sources of income? When are
you paid?

THE OVERPAYMENT WASN'T MY FAULT, YOU SHOULDN'T HAVE SENT IT

Be sensitive.
Stress the positive aspect of repaying now se that

deductiona wen't be mada on future benafits. Aask for
payment in full today.

-] g-
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= How much are you shoert?
- ¥hat is your total monthly income? - Expenses?
I CEOPPED OUT OF SCECOL AMD DON'T HAVE 4 JOB

- What type of income do you have? How much? When does ik
arrive?

-  Where are you living?

- Which of your friends or ralatives could help you repay
this overpayment? -

- What are your plans for the future? Are you going to
return to schoal?

~ Have you applled for any jobs?
I'M IN SCHOCL AND HAVE NQ INCOME

-~ Where do you get your spending money from? How much each
month?

- Wheo pays your living expenses?

- What kind of financial ald are you receiving? (specific
type and amount)

- What are your totbal monthly axpenses?

- When ars you graduating?

-17-



